Digital Dexterity,
Human Resilience:
Thriving in the New Era.
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Learning Objectives

» Understand dynamics of digital capability, digital literacy, digital
dexterity, digital transformation, and digital friction

» Differentiate between upskilling, reskilling, and retooling

» ldentify the resources (both hardware and software) needed to
enhance a company's digital performance

» Recognize ways to reduce or eliminate any barriers to digital
success

» ldentify digital capabilities, enhance digital literacy, increase
digital dexterity, and enact digital transformation
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1
First Things First




Digital Dexterity

The combined ability and ambition to quickly learn, adapt
to, and leverage new digital technologies and information
to solve problems and drive innovation in a rapidly
changing world

[

INCOC 1.

www.morganintl.com



Talent transformation through digital dexterity

According to a 2024 Gartner survey of CEOs and senior business executives, the top
three elements of CEOs' and CFOs' business strategies for the future include:

Technology

[
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Note: Think about how digital
dexterity can help a company
pursue these elements.
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Talent transformation through digital dexterity
(continued)

Key point: One way to tackle

To emphasize each of these elements, organizations must use digital dexterity to: the talent shortage is to offer
employees an opportunity to

"upskill and develop digital

» Help organizations grow and evolve to meet the evolving needs of their markets (growth). skills,” which will help them
grow their skillsets while
» Pave the way for more sophisticated technological systems now and in the future to keep improving the capabilities of the

up with changing needs (technology). organization.

» Attract better employees that are more adept at navigating the current technological
landscape (talent).
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Recovering from business disruptions via digital solutions

In recent years, companies around the world have been reeling from a variety of global
crises that caused business disruptions. Many executives fear an economic downturn
and plan to make strategic investments to build business resilience and recovery in the
case of a recession.

These past, present, and future challenges make it necessary for organizations to
develop an effective recovery plan. Recovery must focus on four areas:

n Recovering revenue n Rethinking the organization

a Rebuilding operations Accelerating the adoption
of digital solutions

Business disruption examples

Examples include, but are not limited to:

Computer crashes

Power failures
Transportation disruptions
Weather events
Pandemics

Geopolitical conflicts

Cyberattacks

Note: Business disruption: Aloss arising
from the disruption of business due to internal
system failures or external events.

Note: Digital solution: The use of
technology to streamline a process, solve
a problem, or create an innovative
service or product.
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Important concepts to know

1) Digital capability (hardware and software)

2) Digital literacy

4) Digital transformation

5) Digital friction

www.morganintl.com



1) Digital capability (the hardware and software)

Digital capability is the state of a company's current technology or a
company's commitment (and financial resources) to purchase the

necessary technologies.

It is the foundation for effective digital dexterity.
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2) Digital literacy:

Digital literacy in the workplace is the awareness, mindset, and ability of
individuals to confidently use digital workplace tools responsibly and
effectively in order to solve problems, be productive, support well-being, and
thrive at work by:

Q Processing and applying information and data

Q Creating content

Q Connecting and collaborating with other people

Q Reflecting on and adapting one's digital practices

Source: Tatyana Bezrukova/iStockPhoto
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Digital literacy:(continued)

Digital literacy in action

When employees have better digital
skills, their organization will be more
productive and competitive.

The key Is to be intentional, organized,
and focused.

[
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Increase employees' content generation skills across a range of
formats.

Provide employees with the most appropriate tools and technology
across the organization to suit the audience, context, and channel.

Build communication skills that employees can use to connect with
and relate to others in the workplace, virtual or otherwise.

Ensure employees know how to collaborate with others using the
digital workplace to share knowledge and achieve common tasks
or goals.
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3) Digital dexterity:

Digital dexterity (the mindset)

Digital dexterity is not as much a technical concept as it is a cultural
one.

A workplace with digital dexterity is one that maintains an awareness of
how to leverage digital technologies to achieve better and greater
business outcomes.

Key point: Digital dexterity is the fuel for effective digital transformation.

[
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4) Digital transformation:

Digital transformation is when a workplace successfully uses its digital
dexterity to evolve its processes to incorporate technology into all
areas of the business.

v’ Is the basis for effective growth, agility, and innovation in a
digital marketplace.

v’ Requires an organization's leaders and employees to change
their mindsets to focus on using technological solutions rather
than older systems with which they may be more experienced.
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5) Digital friction

Digital friction is the unnecessary effort employees need to expend to
navigate technology.

This effort can come from working with old technology or new technology. It
can also come from having to use many different technologies or online tools
to do one's job.

"people typically spend 59 minutes a day trying to locate information needed
to do their jobs."

Over time, excessive digital friction can lead to:
* Decreased efficiency and productivity.

* Employee exhaustion and burnout.

* Increased work dissatisfaction and employee turnover.

Key point: Digital friction exemplifies why it is more important than ever for companies to
emphasize digital dexterity to improve their use of technology..

ONSOLN 1.

Digital friction examples

Examples of instances when an employee
may experience digital friction:

Server crashes
Learning a new system

Using a system that is slow and
ineffective

Switching between applications and
online tools

Searching for information after software
application updates

Finding information when using a
multitude of applications

www.morganintl.com



Retooling, upskilling, and reskilling

A company would never hesitate to fix a machine, repair a plant, or improve a work
site, so why not treat employees (a company's greatest asset) the same way?

Organizations can use retooling, upskilling, and reskilling to improve
employees’ digital dexterity.

Retooling

* Retooling is making sure employees have the technological hardware they
need and the understanding of how to use it to its maximum potential.

Note: The words retooling, reskilling, and upskilling have often been used interchangeably. For this workshop, they have
distinct definitions.

[
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Retooling, upskilling, and reskilling (continued)
Upskilling

* Upskilling is taking employees' current knowledge of technology
and enhancing it with additional training to enable them to "build
out” their current work output.

Reskilling

* Reskilling is providing training to employees whose job positions
might become limited or redundant in the future in order to assist
them in finding new lines of work.

[
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Examples: Upskilling vs. reskilling

Upskilling: Fred is a social media guru
and is exceptionally good with big data.
He finds out that the company is soon
going to be in need of a big data
strategist. He takes a course to upskill his
big data knowledge in order to boost his
value within the company.

Reskilling: Badea is an excellent financial
services representative who also enjoys IT
work. She realizes that financial services
are going more digital, and that a
combined knowledge of financial services
and IT development would give her an
edge in being an IT professional serving
the financial services industry. Badea
convinces her company to pay for her to
take a one-year course in IT and general
technology to earn her own IT certification.
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The evolution of technology in the workplace

Digitalization Cloud computing

Mobile devices

 Phones
« Laptops
« Tablets

Data compilation

« Cognitive data
captured by
the "Internet of
Things" (loT)

1000 ).

High speed
Low-cost network
services

Servers on the internet
versus data storage on
servers in office

* Allows one piece of software
to talk to another piece of
software

Devices that talk to one
another and collect,
transfer, or synthesize
data and information

* \oice, visual, and
speech recognition

Artificial Intelligence (Al) Generative Al

* Artificial intelligence
that generates content,
such as text, images,
and audio
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The evolution of technology in the workplace

(continued)
. . Key point: Recent studies show that
Technology has its upsides "employers can save $11,000 per
employee when switching to remote
Technology has positively revolutionized both (1) the way and (2) the speed work." Technology can play a major

role in helping companies save

with which people work, as well as how they collaborate.
money.

Q Increased speed of work and communication
€ Enhanced efficiency
0 Expanded collaboration—whether across departments or continents

€ Always available

[
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The evolution of technology in the workplace
(continued)

Technology has its downsides

Technology also has some negative effects, both on the individual and
In the workplace in general.

€@ Distractions
€ Lack of in-person connection with coworkers
o Addiction to gadgets or apps

@ Difficulty detaching for personal recharging

Note: One study found that the average person checks their smartphone 150
times a day (about once every six minutes). This contributes to the 720 work
hours each employee loses every year to distraction.

[
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A double-edged sword?

While digital tools can enhance work in
many ways, they do come with challenges.

* 69% of remote workers say they feel
burnout from using digital
communication tools.

« With less face-to-face interaction, 53
% of remote workers say that it's
harder for them to feel connected
with coworkers.

www.morganintl.com



What about the human-centered
client experience?

Customers/clients want businesses to
deliver great service while reducing
risks all along the client's journey in
iInteracting with the business.

Technology can help companies meet
these expectations while maintaining a
human-centered experience.

[
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Prioritize customer understanding. Before developing digital
solutions, companies must understand what customers need and
how to support their experience. With that understanding, they can
then shape the appropriate digital experience.

Put value over volume. Spending more time with customers,
instead of trying to reach the most people in a given time, can help
build stronger relationships and a loyal customer base.

Think beyond the digital purchase. Customers will stay with
companies that continue to provide valuable support while they use
the product, long after the purchase experience itself.

Remember that automation doesn’'t replace human
connection. Chatbots and automated messages can be useful
tools, but they can't entirely replace human connection.

www.morganintl.com



2
Digital Capabilities:
The Resources




Digital capabilities: The resources

1) Hardware considerations

Mobile devices

* Are they company-
or individually
owned?

Laptops, tablets

* Are they company-
or individually
owned?

Desktop Servers

computers . What type of

- What type of encryption/security

encryption/ IS on them?
security is on
them?

* How often are they
backed up?
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Digital capabilities: The resources

2) Software considerations

Office Functionality Software (Typically MS Office) Other Software

Customer relations management
software (CRM)

Email programs

Data and word processing/management programs Bookkeeping/accounting software

Presentation programs (PowerPoint, etc.)
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Digital capabilities: The resources

3) Platform considerations
What makes sense?
Every company has different needs, so there is no "one-size-fits-all”

approach when it comes to determining what platforms to use as part of
digital dexterity plan.
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Meeting platforms (Zoom, n Social media platforms
MS Teams, Google Meet, (Facebook, X [formerly
WebEX, etc.) Twitter], Linkedin,
Instagram, etc.)
Work-sharing platforms n Utility platforms (Google
(Basecamp, Slack, Asana, search, Zenefits, etc.)

etc.)

Source: aurielaki/iStockPhoto
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Digital capabilities: The resources

4) Peripheral considerations

While developing a digital dexterity plan, an organization must be sure to include the all-important peripherals Iin the
assessment.

The types of devices the organization uses matters; thus, it is critical to know and understand their purpose and uses.

0 Wireless routers

o Wi-Fi extension techniques

e External hard drive
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3
Digital Dexterity:
The Mindset




Digital dexterity: The mindset

Barriers to a digitally "We've always done it that way."

dexterous mindset

Change is difficult for many people for

a variety of reasons.
"We tried that before—it won't work."

"But what about the personal touch?”

Business leaders should scan the list of
objections and responses employees
might have during a digital re-tooling
launch.

"It's too expensive!” (A Dell report found that
companies typically spend 60 to 80 percent of their IT
budgets on maintaining on-site hardware and legacy
systems.)
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Digital dexterity: The mindset

Why does digital dexterity matter?

Digital dexterity matters because dexterous enterprises ensure that IT and Note: Remember, digital

business work together to create data-driven decisions that result in dexterity should support an
real ROI organization's strategic elements

of growth, technology, and talent.

What's more, digitally dexterous employees tend to:
* Have business acumen.
* Adapt to changing new ways of working.

* Collaborate with others who have diverse perspectives and
experience.

* Harness Al and other disruptive technologies at the right time.

* Use varied media to communicate with others.
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Digital dexterity: The mindset

Why does digital dexterity matter? (continued)

According to the U.S. Department of Labor, 47 million people quit their
jobs in 2021.

This "Great Resignation"” or "Great Reshuffle" has changed the
landscape of work. Employees are now putting hours and work
flexibility, as well as personal well-being and work-life balance, at the
top of their priorities for new positions.

To keep up with these demands, companies need to rely on digital
dexterity to:

* Support remote work, allowing employees to work from anywhere.

* Enable flexible hours so employees can work when they need to
while shaping work schedules around personal schedules.

* Invest in digital tools that allow their workforce to connect online.

[
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Key point: LinkedIn found that when
employees are content with their
company's location and time flexibility,
they are "2.6 times more likely to
report being happy and 2.1 times
more likely to recommend working
at the company.”
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Digital dexterity: The mindset

Digital dexterity and generational considerations Five generations in the workplace
Be aware of generational differences in technological use. With five generations now co-existing in the workplace,
companies must consider the unique needs of each
While the digital gap between generations has shrunk in recent years, regarding technology. An employee born in 1997 will
generational differences in the perception and use of technology can probably have a very difterent approach to digital tools than

still be impactful an employee born in 1946.

Silent Generation: 1945 and earlier

Baby Boomers: 1946—1964

Generation X (Gen X): 1965-1980

Millennials (also known as Gen Y): 1980-1996
Generation Z: 1997 on

Companies can address this by having a range of digital options
available, as well as some “must-have” competencies.

These types of policies allow companies to take advantage of diverse talent
and technological skills to bridge generational gaps.

O A D~

Note: A Pew Center survey found that 95% of people aged 30—-49 and 83% of
people aged 50-64 own a smartphone. This corresponds to a rise in adults aged
65 using social media as well as other forms of technology.

[
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Digital dexterity: The mindset

A mindset of continuous learning

Digital learning and development

* Use digital learning resources.

* Monitor personal progress.

* Manage time and tasks.

Collaboration, communication, and participation

* Use digital technology to communicate effectively.

* Participate in digital teams and working groups.

* Use shared productivity tools to collaborate effectively,
produce shared materials, and work across boundaries.

Source: UnitoneVector/iStockPhoto
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Digital dexterity: The mindset

Change and emotional intelligence

a Productivity

Building emotional intelligence skills pays off in several > Makes it easier to work with others
ways in the midst of change:

» Strengthens self-discipline
e Performance

» Improves communication and collaboration skills

> Gives leaders the insight they need to interact with
employees, observe their needs, and guide them more
effectively

» Supports informed and empathetic decision making

e Power

» Staff is driven by the pursuit of excellence, not ego

» Employees are more resilient
[ ]U[C)G[_a"] www.morganintl.com




Digital dexterity: The mindset

Beware of unspoken expectations

Unspoken expectations are premeditated resentments. Avoid them at all costs.

Consider. How do you manage your expectations?

B Action item: When starting new projects or new positions, or when working with new people:
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Digital dexterity: The mindset

Beware of unconscious biases

A bias is a preference or prejudice for or against something.
An unconscious bias is a prejudice someone has that they are
not aware of having.

» Biases influence interactions, behaviors, and decision making.
Unconscious biases can be more dangerous because people do
not know when they are having an impact on decision making.

» Unconscious biases can affect an employee's approach to trying
new technology. They may be hesitant to try something new
because they have a bias against new approaches, preferring
older, more familiar techniques.

» Business leaders need to be alert to unconscious biases and
ready to engage in discussions about what may be holding
employees back on their way to digital dexterity.

[
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Note: Biases and unconscious biases
are often unfair because they are
formed without a clear rationale.

www.morganintl.com



Digital dexterity: The mindset

Beware of unconscious biases (continued)

Unconscious biases can affect everyone each day. Watch out for these phrases that hint that there is a cognitive bias in play:

"The CEO needs to

"Nobody would buy it." validate it first."

"Let's look at that

next year."
"There are too many

departments/individuals
involved for that to work."

"How do we know it
will even work?"

"Management
won't let that fly."

"There's no
budget for this!"

_ . "l have too many "It's already
Let's just do a survey. meetings anyway." been done."
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Digital dexterity: The mindset

Action Plan: Targeting employees

I N S

1. Make physical
assessments (tests).

Have employees test their current software skills (these assessments are
easily available online). Where do they need training and/or refresher courses?

2. Ask for declarative
assessments (surveys
and focus groups).

Meet with employees to discover where they think they are in terms of digital
literacy and discuss their desire for change.

3. Perform observational

Observe without judgment the consistent and effective use of technology in

assessments. the workplace to determine which skills should be taught to employees.

What kind of attitude do the employees have for change? What's the company's
4. Ask. .

attitude about change?
5 Ask What unspoken expectations or unconscious biases exist in employees and

the company about becoming digitally dexterous? What might hold the company
back?

Key point: Remember, establishing a baseline is not a pass/fail exercise. It is simply a snapshot in time.

[

www.morganintl.com



4

Digital Transformation:
The Behaviors




Digital transformation: The behaviors

Mandate for a "distance economy"

"distance economy," driven by employees' demands for flexible hours and
remote work, comes the need for companies to:

Adopt a fully digitized approach to re-create the best in-person learning and
interactions through live video and social sharing apps.

Reinvent the way employees perform their work so that workflows can be as
digitized as possible.

Train employees in empathy as they help clients while using digital tools and
new services.

Examine and restructure supply chains to support business continuity.

Companies need to retool, upskill, and reskill employees to ensure they are
able to keep up with the changing demands of work and technology.

[
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Note: Telemedicine is a great
example of upskilling. During the
COVID-19 pandemic, employees
quickly learned new digital skills in
order to conduct online appointments
and consultations.
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Digital transformation: The behaviors

Steps in reskilling

»  Align skills development with business strategy. New skills should support an organization's overall strategy and
growth.

»  Assess skill gaps. Assess employees' skill sets to identify gaps and needs. Also identify which skills not to focus
on (e.g., skills that are becoming less relevant due to Al and automation).

»  Make managers responsible. Each manager should be responsible for overseeing reskilling and employee
development.

»  Use learning platforms. Formalize reskilling by investing in learning platforms to help employees learn in a standard,
structured environment where they can acquire relevant skills and certifications.

»  Incentives. Motivate employees by offering incentives and recognition for achieving learning goals.

www.morganintl.com



Digital transformation: The behaviors

Retrain and redeploy mid-career workers

Global talent trends in pivotal transition within the workforce:

Q With digitization, automation, and advances in Al disrupting the world
of work, many companies are looking at ways to "reskill, re-career, and
regrow" their workforce.

Q The kinds of skills companies require are shifting, with
profound implications for the career paths individuals will need to
pursue.

Q 98% of organizations say they have significant skill gaps, even though
91% of employees say they have recently learned a new skKill.

Source: Scar1984/iStockPhoto
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Digital transformation: The behaviors

Design a plan and prepare to pivot

Group the company's growth plan into "stages." This makes for a nimbler, FUTURE

more easily pivotable plan. Include checkpoints to assess the plan's
success and impact.

Mobilize and engage: Don't build this important plan in a vacuum; involve
clients, employees, and even vendors, if appropriate. Be sure to
communicate often and effectively with everyone.

0 Execute your plan: Incorporate checkpoints into the plan with an
opportunity for everyone to sound off on what is working and what isn't.

/
/

Source: wissanu99/iStockPhoto
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Digital transformation: The behaviors

Design a plan and prepare to pivot (continued)

Analyze the results. Measure more than just numbers; be sure to consider client satisfaction, employee morale, and other
cultural considerations.

0 Adjust. Be prepared to tweak the plan or pivot as necessary based on this analysis.

0 Repeat. Repeat the process.
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Digital transformation: The behaviors

More than a plan

Planning is important; however, there's more to digital dexterity
than just a plan.

0 Planning—Building a sustainable operational strategy for

digital dexterity é
0 Talent—Designing digital literacy initiatives that recognize and .
build on individual personalities, interests, skills, and roles R

0 Culture—Creating a workplace culture that values and
rewards digital dexterity initiatives

0 Tools—EXxploiting a variety of digital dexterity education services

| -

Source: Tera Vector/iStockPhoto

[ !U,[CF)G.LT][] www.morganintl.com



Digital transformation: The behaviors

Who's on first?

Good fences make good neighbors Key point: Establishing clear
expectations will also help
Internal chaos and disgruntled employees often spring from employees avoid digital friction.

unspoken expectations.

Ensure that there are clear and defined boundaries for accountability,
performance, and communication.

* Define who is responsible for research, reporting, implementation, and
tracking.

* How will information be communicated to employees?

* Where will employees go with questions/problems?

www.morganintl.com



Digital transformation: The behaviors

Including your employees and stakeholders

Q Have a customer lunch to ask them how they would like to
digitally interact with the company.

— Would they like a more comprehensive online interface?

— Would an app make their experience with the company more
helpful and meaningful?

When employees suggest new ways of doing things, do not
automatically say "no." Change to a "yes first” mentality and
then thoughtfully consider the options.

[
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Reference: A stakeholder is
any person, organization, social
group, or society at large that
has a vested interest in a
business. They can be internal
or external to the business.
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Digital transformation: The behaviors

Including your employees and stakeholders (continued)

& keep a comprehensive look at the company’s systems. If the answer to the questions on the left is "yes,"
business leaders should consider making the
> Do you still send papers for the client to complete and mail back to following changes to update and streamline their
you? approach:
« Consider digitizing forms for client input.
> L_Do you or your staff hav_e to enter the client's handwritten . Consider a chatbot that pops up during a
information into an online form? form completion that asks if the client needs
help. This can connect to ready-made Q&A
» Do you mail the final form for a review and client signature? or a live person interacting via texts or phone.
* Consider using DocuSign or Adobe Sign
» Do you still have paper file folders? for signatures.

» Consider scanning all paper file folders and
storing them in cloud storage (Dropbox,
Microsoft OneDrive, Box, etc.).

« Consider building or buying software
to streamline business processes.
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Digital transformation: The behaviors

Digital dexterity in action

Theory is great, but what does digital dexterity look like in the workplace?

Digital Dexterity in the Workplace

HR HR can incorporate interview questions or tests designed to assess potential hires for digital
dexterity.
Companies can automate repetitive tasks. By selecting a smart document capture solution, a
Document . . . .
: company can cut processing time in half and decrease labor in order to focus more on customer
Processing . .
satisfaction and new customer development.
Customer Businesses can track and improve processes with content and data analytics. Companies can
Service get customer insights while customers interact in real time with employees via website chats.
: Marketing teams can leverage APIs and plug-ins to connect tools. This can enable them to see
Marketing : . . G : . :
website traffic in real time while interfacing with software to manage prospects and increase
conversions.
- Companies can use digital workspace services (e.g., Citrix) to allow employees to use their apps,
files, and services from anywhere, allowing them to transition seamlessly between workspaces.
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Digital transformation: The behaviors

Execute the plan .
L \‘
Once a company creates the plan, business leaders must make sure that < ~ :"‘-t
they have provided a high-level overview to all employees, with more ‘s}"\‘. "
detailed information to managers. o ‘%«}:
¢
d Js% %
In the absence of information, people tend to fill in the blanks with their 3:{ ‘\ .
own thoughts. 1% %
«8 3
gy o
LS,
% ok, <
%, iy
¥
..
5 3
Key point: Remember that the timeline is a goal \ 4 '
and a guide, not the "end all, be all" parameter.
¢ w

Source: arthobbit/iStockPhoto
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Digital transformation: The behaviors

a Customer satisfaction:
a Employee productivity:

Analyze the results

Business leaders must make sure they are
measuring the right things the right way.

Here are three suggested measurables and
ideas on how to better measure them:

e Company profitability:
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Digital transformation: The behaviors

Is a pivot necessary?

Why use the pivot as a strategy for success?

Pivoting is when a company changes its strategy in response to assessments, feedback, or outcomes. It means that
the company is paying attention.

Here are five reasons why pivots are smart business:

1. Everything changes rapidly. Companies need to change accordingly to keep up.
2. Pivoting can create opportunities to expand revenue.

3. Pivoting makes it easy to stay relevant to customers.

4. Some of the best ideas/realizations come from trying new things.
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Digital transformation: The behaviors

Examples of real-world pivoting?

Consider these types of pivoting:

* Service, product, or feature pivot. This pivot involves changing
one or more key offerings while keeping the customer base. It
might mean:

— Shifting from one kind of product to another.
— Focusing on a different feature of an existing product.

— Eliminating products that are not profitable.

* Target market pivot. This involves assessing whether a current
target market is profitable and changing business strategy to focus
on a new target market.

* Business model pivot. This involves changing to a business model
that better serves the company strategy.

Source: Ivcandy/iStockPhoto
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Digital transformation: The behaviors

Leadership must set the tone

When leadership "sets the tone,” employees are more likely to succeed.
The tone should be:

n Transformational, not just Aligned with the company's
focused on continuous mission, vision, and values.

Improvement.
a Focused on customer n Relevant and supportive to
needs. employees.

00 L
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Digital transformation: The behaviors

Action plan and assessments: Creating a plan

Q Create a high-level, one-page overview of the company's:
— Digital capabilities
— Employee digital literacy
— Vision of digital dexterity

— Plan for being transformed by digitalization

Source: jossnatu/iStockPhoto
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